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- DIRECT TESTJM:ONY OF NANCY L. MURRAH

1 Q. PLEASE STATE YOUR NAME, POSmON AND BUSINESS ADDRESS.

- 2 A. My name is Nancy L. Murrah and my position is Director - Provisioning Systems of

3 American Communications Services, Inc. ("ACSI"). My business address is 131

4 National Business Parkway, Suite 100, Annapolis Junction, Maryland 20701.

5 Q. PLEASE DESCRIBE YOUR BUSINESS EXPERIENCE AND BACKGROUND.

6 A. 1 joined ACSI in 1996 and serve as Director - Provisioning Systems. Prior to joining

7 ACSI, I had fifteen years of experience in the telecommunications industry working for

8 Bell Atlantic and MO. From 1995 to 1996, I served as Level I Manager for Bell

9 Atlantic Network Services. From 1981 to 1995, I held a variety of engineering ~d-
10 management positions of increased responsibility with MCl. 1 received my Bachelor of

11 Business Management!Administration from the University of Maryland.

12 Q. HAVE YOU PREVIOUSLY TES'tIF'IED BEFORE THIS CO:M:MISSION?

- 13 A. No.

14 Q. BAVE YOU PREVIOUSLY TES'fIFIED BEFORE 01'HER STATE PUBUC

15 UTILITY CO:MMIsSIONS?

16 A. No.
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_(ACSI-l).

Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY?

-
-
-
-

-
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A.

unbundled network elements, including unbundled loops, on July 25, 1996. This

agreement was amended on ~ber 17, 1996 to resolve the pricing issues that were the

subject of arbitration in Docket No. 6854-U. The Georgia Public Service Commission

("Commission-) approved the ACSIlBellSouth Interconnection Agreement ("ACSI

Interconnection Agreement") on November 8, 1997. A copy of relevant provisions of

the ACSI Interconnection Agreement is attached to my testimony marked Exhibit No.

The purpose of my testimony is to describe the factual basis for ACSrs complaint

against BellSouth in these proceedings, focusing primarily on problems with the

cutover of BellSouth unbundled loops to ACSI.

12 Q. PLEASE GENERALLY DESCRIBE THE BASIS FOR ACSI'SCOl\fPLAINT

-
13

14 A.

.
AGAINST BELLSOUTH.

ACSI's efforts to make competitive alternatives available to Georgia consumers have

-

15 .been undermined by significant problems with the provisioning of unbundled loops

16 which have distupted ACSI's service to its customers. In order to protect ACSI's

17 investment in its Columbus network and preclude irreparable harm to its reputation in

18 the Columbus market, ACSI has filed fonnal complaints against BellSouth before the

19 Georgia Public Service Commission and before the Federal Communications

Commission. Both complaints are based on BellSouth I.S continuing failure to provision

unbundled loops to ACSI on a timely basis pursuant to the terms of the ACSI

Interconnection Agreement. BellSouth's provisioning of unbundled loops to ACSI has

two fundamental flaws: (1) the loop cutover process has caused ACSI customers serious

disruption, including disconnection, by failing to conform to the provisioning­

timeframes of the Interconnection Agreement; and (2) once BellSouth cuts over

unbundled loops, its loops are subject to sudden, unexpected disconnections, usually

-

-

20
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1·1 Q. WHEN DID ACSI BEGIN PROVIDING SWITCH":'. LOCAL EXCHANGE
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during business hours. I will address the issue of disruption and disconnection during

the loop cutover process. ACSI witness C. William Stipe ~ill discuss the issue of

disconnection once unbundled loops are cut over.

ACSI has experienced difficulty in obtaining unbundled loops, provisioned on a

timely basis. Our customers have experienced severe service disruptions as a result of

BellSouth I s inability to cut over unbundled loops. This potentially could damage

ACSI I s reputation .as a provider of high quality telecommunications services as well as

its ability to market to new customers in Columbus, Georgia. Contrary to claims made

by BellSouth, ACSI's concerns have not yet been resolved, although ACSI is currently

providing the highest quality service to its customers.

SERVICE IN COLUMBUS?

ACSI flied its Regulations and Schedule of Intrastate Charges Applying to End-User

Communications Services with the Commission on September 23, 1996. These

regulations became effective thirty days later on October 23, 1993. ACSI began

providing switched local exchange service shortly after that date using its own facilities.

- 18

19 A.- 20

- 21

22

- 23

24_0
25

-

17 Q. PLEASE DESCRIBE ACSI'S INITIAL ORDERS FOR UNBUNDLED LOOPS

FROM BELLSOUTH.

On or before November 19, 1996, ACSI placed its first three orders for unbundled loops

in Columbus, Georgia, requesting cutover ofthe customers to ACSI service on November

27, 1996. Each of the three orders included an order for Service Provider Number

Portability ("SPNP"). The orders for all three customers involved Plain Old Telephone

Service ("POTS") lines - the simplest possible cutover. Pursuant to the process

established in the Interconnection Agreement, ACSI submitted its first orders for

unbundled loops through completion and submission ofthe Service Order form specified

- Direct Testimony of NANCY L MURRAH Page 4



-
1 in the Facilities Based Carrier Operating Guide ("FBOG"). These orders were confinned

- 2 by Be11South on November 25 and 26, 1996.

3 Q. PLEASE DESCRIBE THE PROBLEMS THAT ACSI EXPERIENCED IN- 4 BELLSOUTB'S PROVISIONING OF UNBUNDLED LOOPS.

'- 5 A. In cutting over these three customers on November 27, 1996, BellSouth completely failed

6 to comply with the cutover procedures established in Section IV.D of the Interconnection

7 Agreement. Two ofthese customers, Jefferson Pilot and Mutual Life, were initially

8 disconnected entirely. Customers calling the number feCe:ived an intercept message.-
9 Under the Interconnection Agreement, this disconnection should have been coordinated

- 10 with the cuto.ver to the ACSI unbundled loop and the disconnect should have lasted less

11 than 5 minutes. The total cutover lasted 4-5 hours, or approximately 50 to 60 times- 12 longer than required under the Interconnection Agreement.
,

13 Once the disconnection problem was resolved and the intercept message was
.. ". . '. .

14 removed for these two customers, incoming calls received no answer because the Service

- Provider Number Portability ("SPNP") provisions ofthe Interconnection Agreement were15

16 also not adhered to properly. Section IV.D.S. ofthe ACSI Interconnection Agreement

17 requires Be11South to "coordinate implementation ofSPNP with the loop installation"

- 18 when ACSI orders SPNP as part ofa loop order. This coordination did not take place,

19 exacerbating the disconnect problems and adding further delay. In general, the cutover

20 was not coordinated between ACSI and BellSouth as carefully delineated in the

--' 21 Interconnection Agreement because BenSouth unilaterally administered the cutover

22 without contacting ACSl A3 to the third customer, Corporate Center, its service was

- 23 completely disconnected for the entire day ofWednesday, November 27, 1996.

24 Q. - HOW DID ACSI REACT?-
25 A. As a result oftbis problem, ACSI informed BeUSouth on Wednesday, December 4,

26 1996, just a week after its first unbundled loop order was fued, to immediately place all
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A.

orders on hold until these serious processing and cutover problems could be resolved.

ACSI decided that it could not afford further damage to its customers' service

availability, nor to ACSI's reputation, as a result of further service outages and

attenuated cutovers.

If not for BellSouth's provisioning problems, these orders would have been

processed on a timely basis. For example, on December 23, 1996, ACSI received

customer orders for 113 access lines. Assuming a five day tum around, these 113

access lines should have been cut over by December 28, 1996. In fact, BellSouth had

cut over far fewer lines by that date. Despite ACSrs request to put further orders on

hold, three additional customers, Joseph Wiley, Jr., Esq., Cullen & Associates, and

Carrie G. Chandler, were nonetheless disconnected by BellSouth, resulting in severe

service impacts·for these customers.

Each day of delay in having unbundled loops installed.jeopardizes our ability to

retain the customers we have, not to mention our ability to attract new customers.

:Moreover, BellSouth I s failure to process our orders allowed BellSouth to retain

customers that have signed up for ACSI service.

WHAT EFFORTS HAS ACSI MADE TO RESOLVE THESE ISSUES WITH

BELLSOUTH?

In the process of responding to ACSrs inquiries on unbundled loops, BellSouth has

revealed severe shortcomings in its loop provisioning procedures. During a conference

call on December 4, 1997, a BellSouth Executive Vice President, Ann Andrews, infonned

ACSI that BellSouth will not provide basic provisioning functions (such as order status,

jeopardies against the due date, etc.) that are routinely provided to special access

customers. Ms. Andrews stated that these functions would not be perfonned because they

are not performed for BellSouth end users. These statements are in direct contravention of

Section IV.C.2 of the IntercoMection Agreement which ensures similar order processing

- Direct Testimony of NANCY :L. MURRAH Page 6



-
1

- 2

3

4

- 5

6

7

8

9

- 10

11-
12

13

14

15

16

17

- 18

19

20

21

22

- 23

24-
25"

to that currently used for special access services. BeUSouth's entire approach to

unbundling indicates that the company has failed to commit the resources to establish the

unbundled loop processes agreed to on July 25, 1996 with ACSI. Furthennore, it

indicates that the personnel implementing the Interconnection Agreement at the time either

did not understand or did not intend to comply with that agreement.

Until December 12, 1996, BeUSouth also had refused, despite repeated requests,

to provide provisioning intervals for: a) the time between the placement ofan order by

ACSI and firm order confinnation by BellSouth and b) the time between the placement of

an order by ACSI and cutover ofthe customer to ACSI. On December 12, 1996,

BellSouth committed to: a) 48 hours between the placement.of an order and finn order

confirmation and b) 5 days from the placement ofan order by ACSI to cutover. Of

course, these timeframes have not been put into practice in ongoing tests, and ACSI still

cannot begin cutting over customers until tests have ensured that ACSI customers will not

be disconnected.

ACSI has worked diligently to advise BellSouth ofthe difficulties it encountered in

obtaining unbundled loops. On December 11, 1996, Riley Murphy, General Counsel for

ACSI, sent a letter to Richard Teel, Vice President, Regulatory for BellSouth, describing

the situation. A copy ofMs. Murphy's letter is attached hereto marked Exliibit No._

(ACSI-2). On December 17, 1996, Mr. Teel responded to Ms. Murphy's letter, assuring

her that BellSouth was working to resolve operational issues. A copy ofMr. Teel's letter

is attached hereto marked Exhibit No. _(ACSI-3). However, as demonstrated in the

letter dated December 18, 1996 from James Falvey, Vice President - Regulatory Affairs

for ACSI, to Jerry Hendrix ofBellSouth, virtually all ofthese issues remain u~?lved. A

copy ofMr. Falvey's letter is attached hereto marked Exhibit No. _(ACSI-4).

BellSouth responded to Mr. Falvey's letter, with a summary oftime frames, on December

- Direct Testimony of NANCY L. MURRAH Page 7
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19, 1996. A copy ofMr. Hendrix's letter is attached hereto marked Exhibit No.

_(ACSI-S).

3 Q. DOES THE ACSI INTERCONNECTION AGREEMENT INCLUDE

-,

-
-,

-

-
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A.

REQUIREMENTS FOR THE PROVISIONING OF UNBUNDLED LOOPS?

Yes. The ACSI Interconnection Agreement provides, among other things, that

BellSouth will: (1) provide mechaniU({ order processing procedures substantially

similar to cunent procedures for the ordering of special access services (Section

IV.C.2); (2) install unbundled network elements in a timeframe equivalent to that in

which BellSouth provides local exchange services to its own end-user customers

(Section IV.D.I); (3) establish a seamless customer cutover process in which ACSI and

BellSouth will agree to a .cutover time 48 hours iD advance, the conversion will occur

within a designated 30 minute window, and service to the customer will be intermpted
.

for no longer than 5 minutes (Section.IV.D.2, D.~, D.6); and (4) coofd:inate

implementation of Service Provider Number Portability ("SPNP") to coincide with loop

installation (Section IV.D.8.).

- 16 Q. DOES BELLSOUTH RECOGNIZE THAT IT HAS COMMI'rl'ED TO PROVIDE

-

-

-

17

18

19

20

21

22

23

24

25

A.

UNBUNDLED ELEMENTS TO ACSI IN THE SAME INTERVALS THAT IT

CURRENTLY PROVIDES LOCAL EXCHANGE SERVICE TO ITS' END-

USERS?

No. BellSouth in fact does not seem to understand that it must ptovide unbundled
. .

elements to ACSI in the same time frame that it provides local exchange service to its

end-users.1 It is imperative that ACSI receive unbundled elements in the same time

frame that BellSouth provides local service to its end-users. This principle of parity is

critical, nOt only because it is embodied in ACSI's Interconnection Agreement (Section

IV.D.I), but also because it is necessary if local exchange competition is to succeed in

1 See e.g., Docket No. 6863-U, Varner Direct Testimony, Exhibit 1.
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13 that included a written date and time that the cutover would take place. The ACSI

14 . Interconnection Agreement (Section IV.D.2) requires thafthe parties agree on a cutover
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A.

Georgia. If ACSI cannot provision service as quickly as BellSouth, BellSouth will be

able to differentiate its product in the market in a manner that will give it a distinct
.

competitive advantage, in addition to its existing competitive advantages over CLECs.

TO YOUR KNOWLEDGE, HAS BELLSOUTH CLAll\.fED THAT ACSI IS

PARTIALLY RESPONSmLE FOR THE DIFF1CULTIES EXPERIENCED IN

PROVISIONING THE INlTIAL LOOP ORDERS?

Yes. During the hearings in Docket No. 6863-U. BellSouth witnesses alleged that actions

~y ACSI personnel contributed to the difficulties in provisioning unbundled loops. Several

ofBeUSouth's claims regarding ACSI's role in the breakdown ofBellSouth loop

unbundling are simply incorrect. For example, BellSouth claims that ACSI did not give

BellSouth 48 hours notice to order unbundled 100ps.2 In fact. when ordering loops, ACSI

submitted a request to BellSouth, and received a Finn Order Confirmation from BellSouth

time 48 hours in advance of the cutover. This BellSouth Finn Order Confirmation

constituted such an agreement. In any event, ifBellSouth thought that it did not have an

agreed upon cutover date and time, its order monitoring processes should have ensured

that the cutover would not take place. Instead, because BellSouth did not have proper

internal procedures, BellSouth simply cut offservice in several instances without

coordinating the cutover with ACSI at the time and date indicated on BellSouth's own

Finn Order Confinnation.

BellSouth also claims that ACSI submitted unbundled loop orders with loop

unbundling on one day, and service provider number portability on the next.3 There are

two reasons why this claim falls flat. F:rst, BellSouth's claim merely points out the fact

2 Docket No. 6863-U, BellSouth Witness Varner, Tr. at 135.

3 Docket No. 6863-U, BellSouth Witness Varner, Tr. at 149.

- Direct Testimony of NANCY L. MURRAH Page 9



1 that BeUSouth's internal order monitoring processes were not in place. All unbundled

- 2 loop orders are numerically correlated tc? their respective number portability orders. To

3 the extent BenSouth had concerns about such orders, BenSouth systems should have

4 identified the discrepancy and rejected the order. Because such coordinated systems are

5 not in place, BeUSouth does not have the internal capability to identify discrepancies in

6 orders. Second, ACSI has researched the matter and did submit at least one order with

7 loop unbundling.requested one day and SPNP on the next; however, that timing pattern

8 was for the deliberate purpose ofestablishing a hunt group. The loops for the hunt group

9 were connected on the first day and the lead number ported to the hunt group on the· next

-- 10 day.

11 Q. PLEASE DFSCRIBE ACSI'S EFFORTS TO TFST THE PROVISIONING OF

12 UNBUNDLED LOOPS PRIOR TO SUBMITtING THE LOOP ORDERS THAT
.

13 ARE THE BASIS OF THIS COMPLAINT.-
14 A. ACSI conducted a total of sixteen (16) tests for unbundled loops and SPNP. These

- 15 .tests were conducted by ordering service for ACSI's sales office. Pamela Jones, Senior

16 Manager Service Support, and I were responsible for conducting these tests. Both Pam-
17 and I made a number of phone calls to BellSouth employees (including Lynn Smith,

- 18 Barbara Jean and Paula Murphy) to make them fully aware that ACSI was conducting

19 test orders in preparation for handling "live" customer orders.

20 Q. HOW DID BELLSOUTH'S PERFORMANCE IN PROVISIONING THESE

- 21 UNBUNDLED LOOPS IMPACT ACSrS MARKETING OF ITS SERVICES?

22 A. Two of the three customers that were disconnected after the cutover process was

23 completed, as described in the testimony of William Stipe, are no longer ACSI

24 customers. ACSI customers routinely ask questions about ACSI's ability to deliver

25 .service. While ACSI bas been able to reassure customers and is signing up new

- Direct Testimony of NANCY L. MURRAH Page 10



1 customers in multiple markets every day, BellSouth's provisioning problems have

2 directly harmed ACSI.

3 Q. IS THE PROBLEl\of RESOLVED AS BEJ,ISOUTB BAS SUGGESTED?.
- 4 A. No. BellSouth claims that it was completely caught up with ACSI loop orders by

5 December 18, 1996. This statement ignores the key tact that ACSI was forced to-
6 postpone the placement oforders beginning on December 4, 1996 because it could not

- 7 rely upon BellSouth's unbundling processes. While BellSouth may have been caught up

8 with orders placed at that time, ACSI had a total of 113 access lines that customers had

9 ordered from ACSI when ACSI filed its Georgia complaint on December 23, 1996. If

10 BellSouth had the proper processes in place, these 113 access lines would have been cut

11 over to ACSI a few days thereafter. Because of-the downtime in December caused by

.....
12 BellSouth, these lines could not be cut over until weeks later. While BellSouth's

13 performance has improved and unbundled loops are now being installed, it remains far

14 from satisfactory. The basic problem is that BellSouth still cannot - or will not --

- 15 install loops for ACSI at the same intervals as they do for their own retail customers.

16 BellSouth bas committed to five-day loop installation intervals. Despite this

- 17 commitment, BeUSouth is not consistently meeting installation within five days.

18 Moreover, ACSI believes that five days to which BellSouth bas committee exceeds

19 BellSouth's internal interval. ACSI is unable to verify this belief because BellSouth has

20 yet to provide statistics as to what its end-user intervals are. BellSouth witness Mr.

21 Varner even denies that this is the relevant standard.4 Furthermore, BellSouth is not-
22 consistently cutting over unbundled loops within the thirty-minute window specified in

23 the ACSI interconnection Agreement.

24 Q.- IS BELLSOUTH CURRENTLY PROVISIONJNG THE SMALL NUMBER OF

25· LOOPS ORDERED BY ACSI?

-
4 Docket No. 6863-U, Varner Direct Testimony, Exhibit l.
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_.
I A. Yes, but it is unclear how, and whether BellSouth's procedures are reliable and capable

- 2 of handling an increased volume of loop orders as ACSI and other CLECs increase

3 their marketing efforts. Although BellSouth has processed certain new orders without-
4 incident in recent weeks, BellSouth's refusal to give adequate assurances that it will be

5 able to comply with the provisioning standards set forth in the ACSI Interconnection

6 Agreement makes it impossible for ACSI to be confident that BellSouth bas a reliable

- 7 system in place to unbundle the local loop. For eXample, in addition to further ACSI

8 volume in Columbus, BeUSouth must handle loop orders from Montgomery,

9 Louisville, Birmingham, and additional ACSI cities by year's end. BellSouth's

10 regionaJiuo-d ordering and provisioning systems must also handle significant volumes of

11 loop orders from MFS, MCI, Intermedia and others. BeforeACSI can effectively

12 compete against BellSouth, it will have to be able to order and have installed a.
13 significant volume of unbundled loops on a reliable basis. To date, BellSouth has

14 demonstrated no capability of handling high volumes of access lines. Indeed, ACSI has- 15 every indication that BellSouth still has not put systems into place for provisioning

- 16 unbundled loops that should have been in place months ago, given state and federal .

17 laws enacted in 1995 and 1996. Moreover, ACSI bas no reason to expect that

18 BellSouth will be able to cut over scores of customers a day once ACSI's' services

19 establish even a modest foothold in Georgia and other BellSouth states.

20 Q. HAS ACSI EXPERIENCED SlMILAR LOOP PROVISIONING PROBLEMS IN

21 O'rHER. MARKETS WfI'BlN THE BELLSOUTB REGION?

22 A. ACSI has only recently initiated switched services ill Louisville, Kentucky, and

- 23 Montgomery, Alabama. BellSouth bas in some respects been unable to fulfill its

24 obligations under its"Interconnection Agreement with ACSI in these states.
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-.
1 Q. CAN ACSI COMPEI'E EFFECTIVELY IF BELLSOUTH'S STANDARD

2 INSTALLATION INTERVALS EXCEED THOSE WHICH BELLSOUTB

3 AVERAGFS FOR rrs OWN CUSTOl\-lERS?

4 A. No. Service quality is as or more important than price in the local market. If an

5 ILEC, such as BellSouth, can guarantee quicker installation, either by longer standard

6 intervals for CLECs or by expediting installation for its own customers, then CLEC

- 7 service will be viewed as inferior. BellSouth will use such advantages to differentiate

8 its product in the market. Notably, the problem is even worse when, as has been the
"",-

9 case, ACSI is unable to meet promised delivery dates due to BellSouth's inability or

- 10 unwillingness to perform under the ACSI Interconnection Agreement. The fact that

·11 BellSouth can·embamss its competitor in front of customers whenever it so chooses

- 12 simply by dragging its feet is a very disturbing feature of the emerging market stIUeture

13 for comPetitive local exchange services. There is no significant, immediate,

14 enforceable penalty in place today to act as a competitive safeguard when such incidents

- 15 occur. I see no remedy for this inherently anticompetitive circumstance other than

16 specified provisioning intervals and a strong enforcement role by regulatory authorities.

17 Q. HAVE YOU ASKED BELLSOUTH TO PROVIDE PARITY IN INSTALLATION

18 INTERVALS?

19 A. Yes. ACSI has asked BellSouth to agree to specific installation intervals with

20 prescribed penalties for failure to meet them. BellSouth has refused. BellSouth did

21 agree, however, in the ACSI Interconnection Agreement to a general standard which

22 obligates it to provide installation services at parity with end-user intervals.

23 Unfortunately, to date, BellSouth has not honored that commitment.

24 Q. WHAT O'I'HER. PROBLEMS HAVE YOU EXPERIENCED IN CONNEC110N

2S WITH LOOP INSTALLATION?

Direct Testimony of NANCY L. MURRAH Page 13



- 1 A. In order to compete effectively, it will be necessary for ACSI to have electronic

- 2 bonding or interfaces with a number of key BellSouth operational support systems

3 ("OSS"). The OSS used for electronic processing of Customer Service Records

- 4 (MCSRsj, ordering and order tracking, scheduling and monitoring of installationt repair

5 and maintenance, and billing are just a few critical examples of the types of ass to

6 which ACSI must have access. Until extensive OSS is established by BellSouth,

7 widespread local competition will not be possible in Georgia.

8 Q. DOES THE JNTERCOm(ECTION AGREEMENT REQUIRE ACCESS TO OSS?

9 A. Yes, in Sections IV.C and IV.D of the ACSI Interconnection Agreement. The

..... 10 Commission also recognized the critical connection between electronic interfaces and

11 the development of local competition in its Order rejecting BellSouth's Statement of

12 Generally Available Terms and Conditions (MSGAT").'

13 Q. HOW DoES THAT AFFECT YOUR ABILITY TO COMPETE EFFECTIVELY-
14 WITH BELLSOUTH IN THE LOCAL l\IARKET?

- 15 A. At the present time, ACSl's volume is low. The current electronic processes are

16 limited to ACSI's submittal of orders to BellSouth, and BellSouth's Firm Order

17 Confmnation back to ACSI. No other aspect of the process is electronic. BellSouth is

18 currently in the process of developing electronic interfaces. ACSI would' have expected

19 these processes to be fully established by the time it began ordering service from
.-

20 BellSouth. BellSouth submitted intedace documentati<?n to ACSI on February 21,

21 1997. Of course, these additional interfaces have not yet been implemented. The

22· fax/manual processes in place for all other aspects of the process are cumbersome.

23 Moreover, in order to expand further, ACSI will have to increase its volume of orders

24 exponentially in the near future. Other large volume CLBCs, such as MCI,

25 Intermedia, and MFS, will soon be entering the local market. Electronic bonding to

-
, Docket No. 7253-U, Order dated March 21, 1997.
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6 Q. SHOULD WE ACCEFr BELLSOUTH'S WORD THAT THE NECESSARY

17 Q. PLEASE SUM:MAlUZE ACSI'S POSmON REGARDING BELLSOUTH'S
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A.

A.

BellSouth's ass is absolutely critical to support that growth. Without it, ACSI and

other CLECs cannot hope to gamer significant market share. Interexcbange carriers

("IXes"), for example, could not function if the ILBCs refused to accept electronic

submissions of changes in customers' selections of their primary interexchange carrier

("PIC"). The numbers are simply too great for manual processing.

SYSTEMS wnL BE INSTAT.T,ED AND THAT LeSC OFFICES IN

BIRMINGHAM AND ATLANTA WILL BE ABLE TO HANDLE LARGE

VOLUMES OF ORDERS?

No. While ACSI understands that BellSouth is making efforts to put systems in place,

given BellSouth's initial performance, this Commission should ~sure that electronic

interfaces are developed and implemented on a timely basis and are not developed in a

manner such that results in the interfaces only being available to large carriers, such as

AT&T. Electronic interfaces should be made available to all CLECs through

affordable software and hardware. This will guarantee robust competition in Georgia

local exchange markets.

FUTURE PROVISIONING OF UNBUNDLED LOOPS AND THE

DEVELOPMENT OF LOCAL COMPETITION IN GEORGIA.

Federal and State laws intended to promote competition in the telecommunications

industry require incumbent local exchange companies, .such as BeUSouth, to provide

nondiscriminatory access to unbundled loops. ACSI is one ofthe earliest providers of

competitive switched service in Georgia and is the first competitor to request a significant

number ofunbundled loops from BeUSouth. ACSI has experienced delays in receiving

unbundled loops from BeUSouth and unreasonable service interruptions in switching

customers to those loops, This failure to provide unbundled loops jeopardizes the ability
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25 A

26

-
-

1

2

3

4

5

6

7

8

9

10

ti •

ofcompetitive service providers to attract and retain customers and. therefore. threatens

the development ofcompetitive markets in Georgia. Immediate action is required by the

Conpnission in order to avoid irreparable hann to Georgia's emerging competitive

markets.

Contrary to representations by BellSouth, this situation is not resolved. ACSI

recognizes improvements on the part ofBellSouth in the provisioning of unbundled loops

during recent months; however. ACSI is far from certain that BellSouth has implemented

procedures that will allow it to reliably process the increasing volume ofloop orders

expected as ACSI and others expand their efforts to attract customers. BellSouth has

stated repeatedly that the improvements in Columbus are the result of the devotion of

additional resources. (See e.g.• BellSouth Answer. p. 2.). Dedicating an additional 20 to

30 employees to ACSrs order processing may improve the process in the short tenn, but

will not suffice in the long term. ACSI is concerned that BellSouth's approach could be a

"Band-Aid" solution thardoes not address the underlying problem. ACSI is further

concerned that ifand when BellSouth is granted interLATA authority under Section 271

ofthe Telecommunications Act of 1996. BellSouth's incentive to cooperate with CLECs

will vanish and BellSouth will find other applications for the resources it has temporarily

devoted to provisioning the Columbus loops. BellSouth needs to develop permanent

procedures for the provisioning ofunbundled loops and communicate those procedures to

the CLECs so that competitive providers can sign up customers with the confidence that

BellSouth will be able to deliver unbundled loops. ACSrs concern in this docket is not

merely to redress the loops that BellSouth failed to properly provision in 1996 but to

protect the development ofa competitive telecommunications market.

WHAT RELIEF DOES ACSI REQUEST FROM THIS COMMISSION?

ACSI requests that the Commission order BellSouth to cease and desist from its disruptive

practices in the provisioning ofunbundled loops and order BellSouth to cease and desist
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from violating the Commission's Order in Docket Nos. 6417-U and 6537-U. ACSI

further requests the Commission to impose pena1ti~ on BeUSouth, as provided in

O.C.G.A § 46-2-91, and to include a discussion ofthis complaint in its annual report to

the General Assembly on the status of the transition to alternative regulation of

telecommunications services in Georgia, as required by O.C.G.A § 46-5-174.

ACSI is vitally concerned that BeUSouth's lack ofadequate procedures for

provisioning unbundled loops jeopardizes the development oflocal competition in

Georgia, and therefore requests the Commission to adopt rules, including civil penalties,

setting performance standards for the provisioning ofunbundled elements, number

portability and OSS. These rules must direct BeUSouth to provide provisioning intervals

-for unbundled elements that are in parity with BeUSouth's end-user intervals. BeUSouth

should be directed to file periodic reports detailing its actual performance in provisioning

unbundled loops (i.e., metrics). Further, such rules should direct BeUSouth to establish

expedite and escalate procedures for loop order processing and provide for a Staff

Ombudsman or Administrative Law Judge to facilitate informal mediation of CLEC

disputes. 1bis will provide for a speedy, effective and efficient mechanism for the

resolution of future issues.

DOES THIS CONCLUDE YOUR TESTIMONY?

Yes, it does.
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EXHIBIT NO. (ACSI-

C. Order Processing

C.l ACSI shall plac:e orders for unbundled loops (and other net\\Ork e1en:tertts)
through completion and submission of the Service Order fonn specified in
the FBOO. The installation time intervals which shall apply thereto are
as expressed in subsection IY.D hereafter.

.'
C.2 Ortler proc:e:ssing for unbundled loops shall be mechanized. in a fonn

.substandaI1y similar to thai: cum:ndy used lOr the ordering d special
access services. Automaral interDces shall be provided into a centralim:1
operations suppolt systems daaaMse ror determining service availability on
loops (~••r:•• ISCON). confirmation rl order accepcance and ongoing order
swus. If made available by BellSouth to any other telecommunications
c:anier. automated interfaces shall be provided in a .central~ opes4tions
suppolt systems d."ltabase lOr installab9n scheduling. confirmation of
circuit assignments and completion confirmation.

C.3 P&lrticular combinations of dements., hen:a.fter referred to as combinations.
identified and described by ACSI can be ordered and provisioned as
combinations. and not require the enumeration of each element within that .
combination in each provisioning order. consistent with OBF or other

. mutually agreed upon procedures.

C.4 Appropr1ateorderinglprovisioning cOdc=s will .~ e5Iablished for each
identified combination. consistent with OBF ~r ocher mutually agreed
upon procedures.

c.s When combinations are ordered when: the elements are cum:ndy
interconnected and funaional. those denlents will remain intc:rc:onnc::etc:d
and functional (except (or the integr.ued SLC).

C.6 When the open netVwOrk access plaUbrm is available. Be1ISouth will
provide ACS~ with the :mility to haYe the BellSouth end office AIN
triggers initiated via an appropriare service order from ACSl..

C.7 ACSI and BellSouth will negodale in good Dim to aeate a mutually
accepcable Standard service orderIdisconnc:ct order mnnat. consistent with
OBF or other mutually agreed upon procedures.

e.S BellSouth shall exesase best efforts to provide ACSI with the -real time­
ability to schedule installation appointments with the CtlStomer on-line and
access to BellSouth·$ schedule availability beginning in the second
c3Jendar quaner of 1997. (n the interim. BellSouth will instlll unbundled
loops and other net\\Ork elements by the Customer Desired Oue Date
(COOO) where frlcilities ~it.
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C.9 'When available to any odler telecommunications carrier or other
cusromer, Bel1Sou1h shall provide -n:a1 time- response for finn order
c:ontirmadon, due date availability/scheduling, dispatch required or not.
identify line option awilabUity by Local Service Office (LSO) (such as
digical copper. copper anaJoc, ISDN), completion with all service order
and time and cost n:Jared fees. ~onsIenors on service order data
element(s), jeopardies against the due date. ~issed appointments.
additional order charges (consttuetion charges), order status. validate
street addIess detail, and elecaonic nocifteatiOR of the local line options
that were provisioned. This applies to all types of service orders and all
net'M)rJc elements. °

C.10 The Parties willnegotiare in good faith to establish expedite and escalation
procedures for ordering and pn:Msioning, including establishment of a .
proc:ess tOr ACSI to request the expedi~ an order on a customer's behalf.

D. Conversion or E"hnnge Service to Network EJrments

0.1 Installation interVals must be eslablished to ensure that service can be
established via unbundled loops.in an equiwlent timeframe as BelISouth
provides services to its own aIStOmers. as measured from the date upon

. which BellSouth receives the order to the date of customer delivery.

0.2 On each unbUndltd net\\OTk0 element order in ~ wite center, ,601 and
BellSouth will agree on a cutover time at least 48 hours before that
cut~ time. The c:uto-a' time will be defined as a 3O-minute window
within which both the ACSI and BellSoUth personnel will~ telephone
conQCt to complete the cutover.

0.3 Within the appointed 3O-minute cuteYer time. the ACSI contact will call
the BeI~th contact designated to pc:rfonn aoss<onnection ~rk and
when d1e BellSouth conQCt is reached in that interval. such \\Ork will be
promptly perfonned. '

0.4 If the ACSI contact &.its to call or is not ready within the appointed
inter4l and if ACSt bas not called to reschedule the \\Ork at least two. (2)
hours prior to die start of the interval, BellSouth and ACSI will
teSChedule the worko~

0.5 If the BellSouth contaCt is not available or not ready at any time during
the 3O-minute interval, ACSI and BdlSouth will resch~ule and BellSouth
will wai~ the non-r=aning~e for the unbundt~elements scheduled
tor that interVal.



-
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-

0.6 The SW1daId time expected from disconnection of a IiveExc:hange
Service to the connedion of the unbundled element to the ACSI
coIIoc:ation amngernent is S minuteS. If BeltSouth causes an EXchange
Sc:Ivic:e to be out of service due solely to its taiJure for mon: than IS
miDutes. BelJSouth wm ~-aive the non-recuning charge (or that unbundled
dement. . -

D.7 If -.nusual or unexpected circumstanCeS·prolong or exu:nd the time
requbed to accomptish the coordinated eut~ the Party responsible for
such ciJalmstlnCeS is responsible for the reasonable labor dwges of the
other PMty. Delays caused by the customer an: the responsibility of
ACSI.

0.8 If ACSI has ordered Service Provider Number Portability (SPNp) as pan
ofan unbundled loop installation. BeJJSouth will coordinate
implementation of SPNP with the loop insraltation.

0.9 The conversionlinstallation time intel"'als which shall apply to unbundled
loops and ocher net\\Ork elements shall be as expressed herein.

£. Servie:e O"s!litv

E.! .At a· minimum. the service quality of teased netv.ork elements should
marcb that or BellSouth's own elements and conform to all Bellcon: and
ANSI requirements applicable to the type 0( service being provided. In
additiqn. BellSouth will provide maintenance services on Ael'M)rk
elements pun:hased by ACSI which are timely, consistent and at parity
with that provided when such elements are used for its own purposes.

E.2 Maintenance suppan shall be available 7 days a week. 24 hours a day.
Provisioning support" shall be available at the same times at which
BellSouth instalis its own bundled local exchange services.

. E.3 Installation and service intervals shalt be the same as when BellSouth
provisions such net'M)rk elements fqr use by itself. its affiliates or its own
reWl customers.

E.4 In facluty and power outage situations. BeltSouth agrees to provide
netv.ork elements leased by ACSI the same priority for maintenance and
restoI2tion as similar elements used by BellSouth for itself or its affiliates.

as The Parties agree that all intertonnection amngements and services will .
at a minimum be subject to technical standards which are equal to those
that BellSouth affords to itself, other tEes or other telecommunications
carriers. This Inust. at a minimum. include parity in:
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• Port features
• Treatment during OYerflow/congestion conditions
• Equipmentlinter&ce protection
• Power n:dundancy
• Suftlcitnt spare &dUties to ensure provisioning. repair. perfonnance

, and Ml1abDity
• Medialion functions
• Stmdard interf.lc:es
• RaJ time conuol over switch traffic pa.rameteIS
• Real dme access to integrated test functionality
• Real tirrie access to performance monitoring and alarm data

E Network tnfonnation Exc:ban:e
. .

E 1 BellSouth shall provide ACSI with information sufficient to determine an
end user·s existing service and feanJre conftgur2tions.

F.2 BellSoutb agrees to provide ACSI with all necessary engineering .
information regarding all unbundled netYoOrk elements and combinations
theR:of. including information nonnally provided on n:ccmis such as the
detailed design layout records (OLR) for unbundled loops and circuits.

F..3 BellSouth shall provide information to .ACSI on a continuing basis
requirm to Ia:ep ACSI appriSed of engineering changes associated with
BeUSoutbts net\'AX'k elements and its deploymes:at of new technologies.. ' .

F:4 Beltsouth shall provide ACSI with adet!Jled description of the criteria
and procedures used for handling filcility and~ outages. .

F.5 Where permined by law. BellSouth will make available to ACSI
electronic (magnetic tape and/or diskette) and hard copies 0( its Master
Street Add~ Guide (MSAG). and any regular updates thereof•.

F:6 BellSouch will provide ACSI with ao::ess to a listing and description of ~1
services and features available da.vn to st=t address detail. including:
"type eX Class S ~teh by ew. line features avail3bility by LSQ and
service availability by LSQ as well as the data elements required by
BellSouch to provision all such services and features.

G. Maintenanq and Trouhle Resoilltign

G.l BelISouth shall provide automated intertaces to ACSI for field dispatch
scheduling. status 0( repairs and confirmation of.rcompletion. The
mean time to repair unbundled loops shall be equivalent to the nlt=U\ time
to repair reported by BetlSouth for its retail.customers.
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December 11. 1996

67' WestPeIc&nc Street,N.E.
8.4300 .
At11111fB. GA 30375
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ACSI is ouac:atly~cdtJca1 poobloms withBcDSoudl'.povisicrin, of
UDbuadIed loops JI1 CohDDbas, GecqiainW,JatiOll of1he lDteloouoocctiOl1Agrcemmt
bctwccaACSI m:IBcJ1SoudlepprawdbrChe OccqiaPab1ic ServIce Commission
("GPSC") OI1Nowmbel'f. 19M~MCtba~ !«aoIcBeDSoath's
pmYiIiaaiDgpmhJema CIIIIIACSICQStIlX\.outIpI,At:JJl C'",nt Id4aliDalo .
nnbundlecJ loopuadltbar_~ ADcacvDnat1. deapito ibc JiafaeafBeDSoudl's
iztt.em 'Dre:doa.....,.". adPlO-C"'rnpetJDw pIbUC pcwMan, wheD~~bits the
toad at the opaatjoaal1cft\BeI1Soath is dhdy impc-4'mg1be~ofloCal
ccmPetitioll hi.Gecqia. .

.
ItisDatJUclarwbllber1bepobkms atcmfiaILBelJ~tl a1coto dm::1op

aDd test its nnbwdJed loop pmvisioaiDs ayItaDS 011&1imeI1besiJ, ordelibc:rA deJq.
In c:itbcrcasc, 1hcddq at'thIsJa da&o is iDcxcnsabJc. BeDSoadlhasbowu.1bItit
would be~ed to nnbnndIe 1oca11DopsUDdctGecqiaJawliDcc"aldlte...(SB
137)bec.'ne~QIlJu1J 1,1995. 'IhisobHpdmWlS~b7lhcp""rof
the &d.=1Tclcow"''''''l AAofl9Kcmr 10JDCfdbs-so. BeDSoathlpJlCWto
have hadamplotlmelO de _alfmp1......syscems1bat1lOU14pc:rmI&
competitive localnrhtn• cmIea ra;ECa") tooa!cr~ loops Ibwcagb.IIl
efftclertt, speedJ,ad""'"'C" plOCCSS.

Fwd., "r:R, .JtJw1ab ACSl. has~ c:xpedc:ix:ingJooppmisioaiDg
problc:ms far savaalweeks, adhas ettCUll*c1 to IIIOhethaD inthe1ic1d,ACSlDadfled
BeIlSouthe:xccdiYeS GIlWohaday, J)ecember4 tbat1bcse issues..".ofcd&cal
impcmaucc IDdmastbo msahed b",toJll!dy. Momtbm.~ later.despite~
tesdDgbyBeJlSouth, tbaehasbc=DOzesolutionofmy afthe pIObIems at Issao. In
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6) BdlSouthhas pmvidecl jmqftjc:icnt infnmwYm. despite specifie.l"'p"'Cecl
a:qucsts iamACSI EepdDs lis 911JE911·S)ItIiWS. BdJSoad1bas GOtsxaYided
iDfinnlttmip.fFWmt b AaB. tD"'m".. 'WhichPabUcSd:tJ ADswedDg
PoiDts \PSAPlr).,. thee>d*'F'dIalACSI1riJ11Cne. Be1JSaathbas also
notpreMde4aJist oflts aaxfems _"!SAPs1bat subtead tbosc taMtms in
each stItc. ACS[ has bealrca= toeappm. timc>caasann1aalDd apeastve
fis'""S expecIkicmtDlIc:k I II ,1M this lDhmedon. Give the deal impatt&oce of
this issue1Dbpublic a£ety. dIis lickofWi'I'efon is pardculadyme'CI·ble
because itlDcrcases1Mchnces1hltAcsr.9111B9lt mi,pleH', despite
AOfJrsbesteflbrts, mi&btDatbe..... BeDSmlhhlsDIIdc itadfiaittif'not
~fix ACSI to implc:mc:utSectioD XLB. oftbc~ClD.

. Agreement "

BcUSoad1's &i1ure to cSewlop.eftWentuabaDdledloop~1l1bfs late
date is ca11sing inep;mb1ehIImby de1ayIaJAa1rs abi1itJ~bePplOYidiDI scnice to
~. As toaa IS ACSI Is iDcIpabJe ofobtJfnina emciCDtpmisioDiDs of

•UDbuDdlcd·loops. it iDfends tD apidly cscaI* this issue1fmnJgh the zquJatozy process at
bothme state and tedca1lcvels.

Please advise me of1heprocedm:es BeI1Soufhwill implcmem:to cozrcctC8dl of
the above-jdentified poblems.

'IbankyoU far your it IIII wUIIte 1ttenff0llto this mdI:r.
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